FCC Form 481 - Carrier Annual Reporting

FCC Form 481

REDACTED FOR PUBLIC INSPECTION OMB Control No. 3060-0986/0MB Control No. 3060-08191

Data Collection Form July 2013
<010> Study Area Code 145115
<015> Study Area Name TELEPHONE OPERATION COMPANY OF VERMONT LLC
<020> Program Year 2016
<030> Contact Name: Person USAC should contact Barb calard
with questions about this data arbara Galardo
<035> Contact Telephone Number: 2075354126 ext.
Number of the person dentif ed in data line <030>
<039> Contact Email Address: o
Email of the person dentif ed in data line <030> bgalardoefairpoint.com
54.313 54.422
Completion | Completion
ANNUAL REPORTING FOR ALL CARRIERS Required Required
(check box when complete)
<100> Service Quality Improvement Reporting (complete attached worksheet)
<200> Outage Reporting (voice) (complete attached worksheet)

<210>
<300>

<310>

<320>

<330>

<400>
<410>
<420>
<430>
<440>
<450>
<500>

<510>

<600>

<610>

<700>
<710>
<800>
<900>
<1000>

<-- check box if no outages to report

Unfulfilled Service Requests (voice)
Detail on Attempts (voice) | |&ﬁ1\
(attach descriptive document)

Unfulfilled Service Requests (broadband)

|8 [ INNNNNN

(attach descriptive document)

Detail on Attempts (broadband)

Number of Complaints per 1,000 customers (voice)

Fixed
Mobile

Number of Complaints per 1,000 customers (broadband)

Fixed
Mobile
Service Quality Standards & Consumer Protection Rules Compliance (check to indicate certification) | R || ® |
145115VT510.pdf
(attached descriptive document) | K " K |
Functionality in Emergency Situations (check to indicate certification) I X || R |
145115VT610.pdf
(attached descriptive document) | X | | ¥ |
Company Price Offerings (voice) (complete attached worksheet) \:\1\
Company Price Offerings (broadband) (complete attached worksheet) X M_m
Operating Companies and Affiliates (complete attached worksheet) [ X | X
Tribal Land Offerings (Y/N)? O @ (if yes, complete attached worksheet) L’ mﬁ\

Voice Services Rate Comparability Certification Ilhﬁ“

1010 Voice Service Rate Comparability.pdf

<1010> (attach descriptive document) mm
<1100> @ O (if not, check to indicate certification) “I ﬁm

<1110>

<1200> Terms and Condition for Lifeline Customers (complete attached worksheet) NW“‘

(complete attached worksheet) _Nm

<2000>
<2005>

<3000>
<3005>

Price Cap Carriers, Proceed to Price Cap Additional Documentation Worksheet

Including Rate-of-Return Carriers affiliated with Price Cap Local Exchange Carriers
(check to indicate certification) X ﬁm
N

(complete attached worksheet) X

Rate of Return Carriers, Proceed to ROR Additional Documentation Worksheet

(check to indicate certification) I \
(complete attached worksheet)
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REDACTED FOR PUBLIC INSPECTION 13

Certification - Reporting Carrier FCC Form 481
Data Collection Form OMB Control No. 3060-0986/0MB Control No. 3060-0819
July 2013
<010> Study Area Code 145115
<015>  Study Area Name TELEPHONE OPERATION COMPANY OF VERMONT LLC
<020> Program Year 2016
<030> Contact Name - Person USAC should contact regarding this data Barbara Galardo

<035> Contact Telephone Number - Number of person identified in data line <030> 2075354126 ext.

<039> Contact Email Address - Email Address of person identified in data line <030> bgalardo@fairpoint.com

TO BE COMPLETED BY THE REPORTING CARRIER, IF THE REPORTING CARRIER IS FILING ANNUAL REPORTING ON ITS OWN BEHALF:

Certification of Officer as to the Accuracy of the Data Reported for the Annual Reporting for CAF or LI Recipients

| certify that | am an officer of the reporting carrier; my responsibilities include ensuring the accuracy of the annual reporting requirements for universal service support
recipients; and, to the best of my knowledge, the information reported on this form and in any attachments is accurate.

Name of Reporting Carrier: TELEPHONE OPERATION COMPANY OF VERMONT LLC

Signature of Authorized Officer: CERTIFIED ONLINE Date 11/06/2015

Printed name of Authorized Officer; Michael Skrivan

Title or position of Authorized Officer: VP Regulatory

Telephone number of Authorized Officer: 2075354150 ext.

Study Area Code of Reporting Carrier: 145115 Filing Due Date for this form: 07/01/2015

Persons willfully making false statements on this form can be punished by fine or forfeiture under the Communications Act of 1934, 47 U.S.C. §§ 502, 503(b), or fine or imprisonment
under Title 18 of the United States Code, 18 U.S.C. § 1001.
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REDACTED FOR PUBLIC INSPECTION 21

FCC Form 481

Line 112- Service Quality Improvement Reporting
{47 CFR 54.313(a)(1)}

1. In the FCC’s Public Notice DA 14-951, released May 1, 2014, the FCC

waived the requirement for price cap ETCs to file a five-year plan. The bureau stated that
“until the [Connect America Phase Il forward-looking] cost model is adopted and incumbents
have the opportunity to accept a state-level commitment, it does not serve the public
interest” to require price cap ETCs to file five-year plans.1

' Connect America Fund et al. WC Docket No. 10-90 et al., Order, 28 FCC Rcd 2051, 2054, para. 8 (Wireline
Comp. Bur. 2013) (ETC Reporting Requirements Order).
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City/Town Request Date Business/ Consumer Reason Request Unfullfilled
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Study Area Name Telephone Operating Company of Vermont
Program Year 2014
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Contact Telephone Number 207-535-4126

Contact Email Address bgalardo@fairpoint.com

City/Town Request Date Business/ Consumer Reason Request Unfullfilled
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Study Area Code 145115

Study Area Name Telephone Operating Company of Vermont
Program Year 2014

Contact Name Barbara Galardo

Contact Telephone Number 207-535-4126

Contact Email Address bgalardo@fairpoint.com

City/Town Request Date Business/ Consumer Reason Request Unfullfilled
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Study Area Code 145115

Study Area Name Telephone Operating Company of Vermont
Program Year 2014

Contact Name Barbara Galardo

Contact Telephone Number 207-535-4126

Contact Email Address bgalardo@fairpoint.com

City/Town Request Date Business/ Consumer Reason Request Unfullfilled
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Telephone Operating Company of Vermont LLC Vermont
145115

Line 510: Service Quality Reporting/Consumer Protection Rules Compliance

Telephone Operating Company of Vermont LLC d/b/a FairPoint Communications, hereby certifies that it is complying
with applicable service quality standards and consumer protection rules. The Company complies with service quality and
consumer protection provisions under state law, rule or Board Order. These provisions include, but are not limited to,
the following: (1) filing a Basic Local Exchange Service Tariff pursuant to the requirements of the Vermont Public Service
Board’s Final Order in Docket No. 7724 (allowing for the detariffing of Retail Services except BLES) which discloses rates,
terms and conditions of BLES service to customers; (2) compliance with state consumer protection provisions relating to
Customer Services as identified in VT PSB Rule 7.600, compliance with provisions for Quality of Service as identified in VT
PSB Rule 7.600, , compliance with customer Inquiry procedure as identified in VT PSB Rule 7.600, compliance with
Dispute standards as identified in VT PSB Rule 7.600 (3) compliance with truth-in-billing requirements; and (4)
compliance with Federal CPNI rules, Red Flag Rules and other applicable federal and state requirements governing the
protection of customers’ privacy.

In establishing this certification in its 2005 ETC Order,1 the FCC found that an ETC must make “a specific commitment to
objective measures to protect consumers.” 2 The Commission found that for wireless ETCs, compliance with CTIA's
Consumer Code for Wireless Service would satisfy this requirement and that the sufficiency of other commitments would
be considered on a case-by-case basis. In this context, the FCC stated, “to the extent a wireline or wireless ETC
applicant is subject to consumer protection obligations under state law, compliance with such laws may meet our
requirement.”3

1 Federal-State Joint Board on Universal Service, CC Docket No. 96-45, Report and Order, FCC 05-46 (rel. Mar. 17, 2005)
(“2005 ETC Order”).

2 Id. at para. 28.

Telephone Operating Company of Vermont LLC d/b/a/FairPoint Communications report on the service quality
performance areas as established in the Final Order in Docket No. 5903, dated July 2, 1999. The Performance Areas are
(a) Network Trouble Report Rate; (b) Percentage of Troubles Cleared Within 24 Hours Residence and Business - Out of
Service; (c) Call Answer Time - Residence; (d) Installation Appointments Met - Residence; (e) Installation Appointments
Met- Business; (f) Average Delay Days for Missed Appointments - Company Reasons - Residence; (g) Average Delay Days
for Missed Appointments - Company Reasons - Business; (h) Network Reliability 1) Service outage: # of events 2)
Interoffice facility failure: # of events 3) Signaling system failure: # of events; and (i) Special Services 1) On-time
provisioning 2) Mean time to repair.

Each Performance Area has Baseline Standards and Action Level Report triggers. If a provider triggers the Action Level
Report in any quarter or in any 5 or more months in a calendar year, the provider must provide the Board with a full
explanation for the failure in addition to a plan and timetable for correcting the problem giving rise to the failure. Any
penalty assessed for failure to meet the Baseline Standards as described above are assessed in.

Telephone Operating Company of Vermont LLC triggered the Action Level Report for its quarterly performance in
“Percentage of Troubles Cleared within 24 Hours Residence and Business - Out of Service” in its second and third quarter
2013 reporting under this plan. All other baseline standards were met.

If a customer has a concern about their FairPoint Communications’ service or billing, he/she can contact repair service,
technical support or customer service with information found on their billing statement. Customers may also contact
agencies, through information posted in the phone directory, website, and tariff pages. All consumer complaints whether
from Attorney Generals’ offices, Public Utility Commissions, Better Business Bureaus, Federal Communications
Commission and all other agencies are sent to the FairPoint Communications’ Maine office via

U.S. Mail or by electronic mail at consumer@fairpoint.com. The complaints are directed to the appropriate responsible
Company Team member within FairPoint Communications for resolution and response to the customer.

45115VT510.pdf
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Business Continuity Plan Overview

Introduction
FairPoint Communications, Inc. (“FairPoint”) is committed to maintaining a vigilant state of disaster
preparedness for the interests of our customers, stockholders, employees and other critical stakeholders.

The purpose of our Business Continuity Plan (“BCP”) is to define the disaster preparedness and recovery
protocols and procedures required to restore FairPoint’s critical business support functions, inside and outside
plant systems and operations within FairPoint’s operating footprint.

BCP components detail FairPoint's procedures for preparing for and responding to an emergency situation
affecting our ability to deliver core services to our customers and our ability to meet legal dictates, and regulatory
requirements.

This document discusses the following:
e BCP Scope
e BCP Components
e Plan Maintenance

BCP Scope

FairPoint’s business continuity response planning is concentrated on two critical operational areas:

e Customer Interfacing — It is recognized that a “business impact” only occurs when an external-interfacing
element is disrupted. In essence, this means that if FairPoint experiences a disruptive event, but one that
does not breach the outer-shell of the FairPoint operation and interrupt critical customer services, customer
product or other external end-user, then it does not have a business impact, as defined by the BCP

e Infrastructure Integrity — Without critical infrastructure systems, the ability for all other FairPoint business
operations (back / front office) can come to a halt. It is these infrastructure systems that provide the critical
human-factor of our customer-interfacing services. Ciritical infrastructure would address such services /
systems as, building space for staff and equipment, service utilities, telecommunications and data network,
IT network, and related infrastructure based items.

The BCP has been developed to assure the continuity of critical customer interfacing services and systems
should a physical incident or workforce disruption event occur, which affects:
e Information Technology (“IT”)
Administrative and Support Operations
Inside and Outside Plant Operations
Network Operations Center (“NOC”)
Enhanced 9-1-1 (“E-9117)
Dispatch
Repair Center

FairPoint has developed response / recovery strategies addressing physically disruptive incidents and
workforce related disruptive incidents. All response strategies are based on recovery time objectives of those
department functions and critical infrastructure systems essential to sustain customer interfacing services.



REDACTED FOR PUBLIC INSPECTION 48

Fan 'i’alnt.

communications

FairPoint Communications
1 Davis Farm Road
Portland, ME 04103

BCP Components

The BCP consists of several components:

Operational Preparedness for Expected Events (i.e. weather related events)
Event / Crisis Communication Plan

Redundancy Mapping

Department Recovery Plans

Information Technology Continuity Plan

The following is a brief summary of the plan components.

Operational Preparedness for Expected Events
Weather events such snow, ice and wind can negatively impact power and communications infrastructure.
While this threat cannot be eliminated, FairPoint takes steps to mitigate a storm’s impact through
preparedness and response. Steps include:

e Pre-event planning based on information provided by National Oceanic and Atmospheric
Administration (“NOAA”)
Coordinate planning and recovery efforts through state emergency management groups
Engage supply chain vendors to delivery additional stock prior to the expected event
Inspect, test and fuel emergency generators in anticipation of a power outage
Reallocate / relocate staff in order to respond to the pending event

Event / Crisis Communication Plan

Communications is a key element to respond and recover business operations. Event / Crisis
Communications are facilitated by FairPoint's Risk Management Team who assume the role of incident
command from the onset of the event until normal operations are resumed.

FairPoint uses a dual level communication strategy as part the Event Communication Plan. The primary level
is the workgroup comprised of both employees and vendors that are directly involved in the recovery work.
The secondary level consists of internal interested parties made up of our Strategic Leadership Team. The role
of the secondary level is to facilitate communications both internally and externally regarding the event and our
path to response and recovery. For 2014, FairPoint has partnered with SunGard and will be deploying a
hosted event communication platform in order increase our speed and reach of communications during an
event.

Redundancy Mapping

The process of redundancy mapping reviews operations within the FairPoint organization to identify alternate
facilities and work locations that can be used in the event a primary location is not accessible. Given the
geographic spread of FairPoint's Northern New England footprint, capabilities exist to relocate operations from
event impacted areas. Through the mapping process, FairPoint is able to identify single points of failure and
develop alternative work processes.

Department Recovery Plans

Each department has developed a recovery plan based on its critical operations as they pertain to the
deliverables they contribute to our customers. FairPoint has triaged the recovery efforts based on the concept
of customer servicing impact. Federal and State regulatory requirements, along with E-911 needs, have a
high level of consideration in addition to the business impact concerns. The BCP goal is to minimize the
disruption duration as much as is practical and provide a level of risk mitigation that will maintain critical
operations. The recovery plans are built around a 24hour to 72hours response plan. This methodology
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focuses on the immediate steps that need to be taken to recover functional operations within short duration
events (less than 24 hours) and well as long term plans to maintain functionality during an extended event (up
to, or greater than 72 hours).

IT Recovery Plan

Lke most operations, FairPoint is dependent on an IT infrastructure to conduct business and serve
customers. Because of its importance, FairPoint has a continuity plan established specifically for IT
operations. The IT continuity plan addresses security and access control of data sites, onsite / offsite data
backup methods, processes for sequencing of system(s) recoveries and ultimately the use and execution of
our established Disaster Recovery Site located outside the FairPoint footprint.

Plan Maintenance and Exercising

The BCP is a so called “living” document. Updates to the plan are ongoing with changes incorporated annually
at a minimum. Individual plan components are reviewed with oversight from FairPoint's Risk Management
Team. In 2013, FairPoint began the process of migrating the BCP onto a cloud based solution which will allow
access to the plan components from any computer, smartphone and tablet.




REDACTED FOR PUBLIC INSPECTION

FCC FORM 481

Line 1010 — Voice Service Rate Comparability

The pricing of the company’s voice service rate is no more than two standard deviations above the
applicable national average urban rate for voice service, as specified in the most recent public notice,
FCC DA15-470 released on April 16, 2015.

For Rates See Attachment: (700) Company Price Offerings (voice)
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Form 481 Line 1210- Terms & Conditions for Lifeline Customers

The Telephone Operating Company of Vermont provides a Lifeline Program discount for residence
service for eligibte low income customers. The Lifeline Program discount is applied to any month to month
residence local service, package or bundle offering. The discount is intended to offset the Subscriber Line
Charge and local line charge, although eligible packages and bundles may have toll calling included in
the pricing for the offering.

The Catalog pages outlining the terms of the Lifeline Program in the Telephone Operating Company of
Vermont are attached. The terms and conditions of residential basic local exchange service, package and
bundle offerings can be found at hitp://www.tariffs.net/fairpointitier.asp?cid=1644.



REDACTED - FOR PUBLIC INSPECTION
Form 481 Line 1210- Terms & Conditions for Lifeline Customers

Venmont Catalog Exchange and Network Services
Part A Section 1

Page 29

Telephone Operating Company of Vermont LLC Original

dfb/a FairPoint Communications

1. Catalog Information and General Requirements

1.6 Customer Assistance Programs

A, | Lifeline provides for a reduction in the monthly rate for one residence basic exchange service line
furnished at the principal place of residence to a customer designated by the Vermont Agency of
Human Services as qualified for the Lifeline program, provided the service originates and
terminates in the exchange normally serving the customer's premises.

B. | Liability- The Telephone Company shall not be liable for damages or adjustment for any errors or
delays in the application of the rate reduction provided for in the lifeline program which are not the
result of its willful misconduct. in the absence of willful misconduct, the Telephone Company shall
not be liable for damages resulling from disclosure or publication to any person of any information
pertaining to the customer which the Telephone Company possesses or receives as a result of its
administration of the Lifeline program,

C. | When a reduction is applied to the rate for service for which a monthly cap applies, the cap is also
reduced.

D. | A Lifeline service customer may voluntarily choose to block toll calls and access to interexchange
carriers. Blocking is provided to a Lifeline customer without chargs.

1. | An eligible customer who elects toll blocking shall not be required to provide a service deposit to
initiate Lifeline credit.

E. | Effective April 1, 2012, Lifsline customers will no longer receive federal assistance known as Link-
Up toward installation of their network access line.

March 31Effective: March 29, 2013 Michael K. Smith
State President - VT
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Form 481 Line 1210- Terms & Conditions for Lifeline Customers

Vermont Catalog Exchange and Nefwork Services
Part M Section 1
Page 1
Telephone Operating Company of Vermont LLC Original
drhfa FairPoint Communications
1. Exchange and Network Services
1.1 Catalog Information and General Requirements

141 GustomerA  Programs . o
ID Service Category Rate Element Rate Usoc

Lifeline Note: Basic Exchange Service -
Residence - Nonoptional measured -
Reduction in monthly rate of 50% of the
basic exchange rate, with a minimum
of $7.00 See Note

Note: Basic Exchange Service -
Residence - Nonoptional measured -
Reduction in monthly cap of 50% of the
basic exchange rate, with 2 minimum
of $7.00 See Note

Note: Customers subscribing to
FairPoint Local Voice Plan, FairPoint
Local Premier, FairPoint Reach Plan
Premium, FairPoint Reach Plan will
receive the equivalent credit as Basic
Exchange Service Residence —
Nonoptional measured customers. See Note

Note: Recurring Reduction - Applied to
basic exchange monthly rate

Ses Note

142 Payment Plans

iD Service Category Rate Element Rate usoc
Two Tier Rate Plan Transfer of Service - NRC 140.00
Conversion to Two Tier Rate Plan
Subsequent o Initial Installation - S&E 12.40
March 31Effective: March 29, 2013 Michael K. Smith

State President— VT
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REDACTED FOR PUBLIC INSPECTION

RATE FLOOR DATA COLLECTION - OMB Control Number 3060-0986

Block 1 - Contact Information

FORMAT OF
ROW # DATA ELEMENT REQUESTED RESPONSE
DATA
1 Carrier Study Area Code 6 numeric digits 145115
2 Carrier Study Area Name alpha characters | Telephone Operating Company of Vermont LLC
3 Service Provider Identification Number 9 numeric digits 143032500
4 Residential Local Service Charge Effective Date mm/dd/yyyy 6/1/2015
5 Contact Name alpha characters [Barbara Galardo
6 |Contact Telephone Number (include area code) 9 numeric digits  [2075354126
7 Sheet number numeric digit(s) 1
8 Total Number of Sheets numeric digit(s) 1
Block 2 - Residential Local Service Rates, Fees, and Line Counts
Column 1 Column 2 Column 3 Column 4 Column 5
Residential Local | State Subscriber | State Universal Mandatory Loops
Service Charge Line Charge Service Fee Extended Area
Service Charge
s o |
10
1
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27
28
29
30
31
32
33

34

88



89

Rate Floor

TO BE COMPLETED BY THE REPORTING CARRIER, IF THE REPORTING CARRIER IS FILING RATE FLOOR DATA ON [TS OWN
BEHALF:

Certification of Officer as to the Accuracy of the Data Reported for the Rate Floor Data

| certify that | am an officer of the reporting carrier; my responsibilities include ensuring the accuracy of the actual rate floor data
reported ; and, to the best of my knowledge, the information reported on this form Is accurate.

{Name of Reporting Carrier See Attached Listing

Slanature of authorized officer 7,;4{/{ M ’/f/ ;é/ W‘f’% |Date GM 233, 2eris]

}Printed name of authorized officer Michael T. Skrivan

Title or position of authorized officer Vice President of Requlatory

Telephone number of autherized officer:  { 207) 535 - 4150

Filing Due Date for this form
2 (mm/ddiyyyy} TM1/2015

Siudy Area Code of Reporting Carrier See Attached List




